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DETAILED ACTION 

1 . This action is responsive to application filed on Jan. 23, 2002 . Claims 1 - 18 in 
pending examination. 

Claim Rejections - 35 USC §112 

The following is a quotation of the second paragraph of 35 U.S.C. 1 12: 

The specification shall conclude with one or more claims particularly pointing out and distinctly 
claiming the subject matter which the applicant regards as his invention. 

2. Claim 8 is rejected under 35 U.S.C. 112, second paragraph, as being indefinite 
for failing to particularly point out and distinctly claim the subject matter which applicant 
regards as the invention. 

Claim 8 contains the trademark/trade name (Clarify eFront office by Amdocs Ltd). 
Where a trademark or trade name is used in a claim as a limitation to identify or 
describe a particular material or product, the claim does not comply with the 
requirements of 35 U.S.C. 112, second paragraph. See Ex parte Simpson, 218 USPQ 
1020 (Bd. App. 1982). The claim scope is uncertain since the trademark or trade name 
cannot be used properly to identify any particular material or product. A trademark or 
trade name is used to identify a source of goods, and not the goods themselves. Thus, 
a trademark or trade name does not identify or describe the goods associated with the 
trademark or trade name. In the present case, the trademark/trade name is used to 
identify/describe help desk software and, accordingly, the identification/description is 
indefinite. 

Claim Rejections - 35 USC § 102 
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The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

3. Claims 1-18 are rejected under 35 U.S.C. 102(e) as being anticipated by Gobin 
et aL, U.S. Patent No. 6,745,229 (referred to hereafter as Gobin). 

Gobin teaches the invention explicitly as claimed including a system and method 
for web-based invoice viewing for enabling a customer to generate invoices (see 
abstract) 

As to claim 1, Gobin teaches a method of entering service requests in a help- 
desk software system, the method comprising: 

using a web browser to select a service request from a set of predefined service 
requests ( see col. Col. 2 lines 16-26 and fig. 2, Gobin discloses a system web 
browser); and 

creating a case for the service request in the help-desk software system ( see 
col. 2 line 65 - col. 3 line 1 1 Gobin discloses receiving customer requests at the 
system). 

As to claim 2, Gobin teaches the method of entering service requests in a help- 
desk software system as defined in claim 1 further comprising, before the creating a 
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case step, seeking an approval for the service request by way of a web based approval 
system (see col. 19 lines 58 - 67 Gobin discloses FCDs file is placed on hold yntil an 
approval email is received). 

As to claim 3, Gobin teaches the method of entering service requests in a help- 
desk software system as defined in claim 2 wherein seeking an approval for the service 
request by way of a web based approval system further comprises: 

sending electronic mail to a person responsible for approval of the service 
request, the electronic mail comprising a link to a web based approval system (see col. 
19 lines 58 - 67, Gobin discloses the email approval). 

selecting one of approval or denial of the request from the web based approval 
system(see col. 19 lines 58 - 67); and 

creating a case for the service request in the help-desk software system only if 
the service request is approved ( see col. 2 line 65 - col.3 line 11). 

As to claim 4, the method of entering service requests in a help-desk software 

system as defined in claim 1 wherein using a web browser to select a service request 
from a set of predefined service requests further comprises selecting the service 
request from the set of predefined service requests using an online shopping cart 
system (see col. 15 lines 49 - col. 16 Iine16, Gobin discloses a list services that is 
available to a user). 
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As to claim 5, Gobin teaches a computer system for entry of a service request into a 
help-desk software program, the computer system having software components 
comprising: 

a web based user interface component, and wherein the web based user 
interface component allows a user to select the service request from a list of predefined 
service requests (see col. 19 lines 10 - 18 , Gobin discloses the Gui client application 
which enables the viewing of various documents); 

an approval component in data communication with the user interface 
component, the approval component seeks approval for the service request if required 
( see col. 19 lines 58 - 67 Gobin discloses approval email ); 

a help-desk software program that tracks service requests ( see col. 20 lines 1 - 
1 1 Gobin discloses the invoice indexing); and 

a help-desk interface component in data communication with the approval 
component and the help-desk software program, the help-desk interface component 
creates cases in the help-desk software program ( see col. 20 lines 1-11 Gobin 
discloses index pointers to each document in the index database). 

As to claim 6, Gobin teaches the computer system as defined in claim 5 wherein 
the web based user interface component is further adapted to allow a user to 
interactively select and hold service requests from a list of predefined service requests 
for prospective submission (see col. 2 lines 42 - 67 , Gobin discloses the browser client 
application enables interactive communications with the invoice viewing system). 
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As to claim 7, Gobin teaches the computer system as defined in claim 5 wherein 
the approval component is further adapted to seek approval for the service request 
electronically ( see col. 19 lines 58 - 67, Gobin discloses the reception of email 
approval). 

As to claim 8, the computer system as defined in claim 5 wherein the help-desk 

software program further comprises a help desk software (see col. 2 lines 16-26). 

As to claim 9, Gobin teaches in a help-desk software environment for tracking 
service requests, a method of entering a service request comprising: 

accessing a predefined list of available services by way of an internet browser 
program( see col. 6 lines 15-24 and fig. 4 Gobin discloses multiple services using GUI 
presented to client or customer); 

choosing a first service request from the predefined service list of available 
services ( see col. 20 lines 62 - 65 Gobin discloses various billing systems that can be 
furnished according to a request); 

choosing a second service request from the predefined service list of available 
services( see col. 20 lines 62 - 65 Gobin discloses various billing systems that can be 
furnished according to a request); and 

creating a case for each of the first and second service requests in the help-desk 
software ( see col. 20 lines 1-11 Gobin discloses index pointers to each document in 
the index database). 
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As to claim 10, Gobin teaches the method of entering a service request as 
defined in claim 9 further comprising, before the creating a case step, seeking an 
approval of at least one of the first and second service requests by way of a web based 
approval system ( see col. 19 lines 58 - 67, Gobin discloses the reception of email 
approval). 

As to claim 1 1 , Gobin teaches the method of entering a service request as 
defined in claim 10 wherein seeking an approval of at least one of the first and second 
service requests by way of a web based approval system further comprises: 

sending electronic mail to a person responsible for approval of the first service 
request, the electronic mail comprising a link to the web based approval system (see 
col. 19 lines 58 - 67 Gobin discloses the reception of email approval ); and 

selecting one of approval or denial of the first request from the web based 
approval system (see col. 19 lines 58 - 67 Gobin discloses the reception of email 
approval). 

As to claim 12, Gobin teaches the method of entering a service request as 
defined in claim 1 1 wherein creating a case for each of the first and second service 
requests further comprises creating a case for the first service request in the help-desk 
software system only if the first service request is approved in the selecting step( see 
col. 2 line 65 - col. 3 line 1 1 Gobin discloses receiving customer requests at the 
system). 
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As to 13, Gobin teaches the method of entering a service request as defined in 
claim 12 wherein seeking an approval at least one of the first and second service 
requests by way of a web based approval system further comprises: 

sending electronic mail to a person responsible for approval of the second service 
request, the electronic mail comprising a link to the web based approval system(see col. 
19 lines 58 - 67 Gobin discloses the reception of email approval ); and 

selecting one of approval or denial of the second request from the web based 
approval system (see col. 19 lines 58 - 67 Gobin discloses the reception of email 
approval). 

As to claim 14, Gobin teaches the method of entering a service request as 
defined in claim 13 wherein creating a case for each of the first and second service 
requests further comprises creating a case for the second service request in the help- 
desk software system only if the second service request is approved in the selecting 
step ( see col. 2 line 65 - col. 3 line 1 1 Gobin discloses receiving customer requests at 
the system). 

As to claim 15, Gobin teaches the method of entering a service request as 
defined in claim 9 wherein the accessing a predefined list of available services, 
choosing a first service request and choosing a second service request further 
comprises: 
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viewing at least a portion of the predefined list of available services( see col. 6 
lines 15-24 and fig. 4 Gobin discloses multiple services using GUI presented to client 
or customer); 

interactively selecting and holding the first and second service requests in an 
online shopping cart(see col. 2 lines 42 - 67 , Gobin discloses the browser client 
application enables interactive communications with the invoice viewing system); and 

thereafter submitting the selected first and second service requests( see col. 2 line 65 - 
col. 3 line 1 1 Gobin discloses receiving customer requests at the system). 

As to claim 16, Gobin teaches a method of entering computer related service 
requests in a help-desk software case tracking system comprising: 

selecting a computer related service request from a list of available service 
requests, the selecting in an online shopping cart format; 

seeking approval for the computer related service request electronically (see col. 
19 lines 58 - 67 Gobin discloses approval email is reveived ); and 

creating a tracking entry in the help-desk software for the selected computer 
related service if the computer related service is approved ( see col. 20 lines 1-11 
Gobin discloses the invoice indexing). 

As to claim 17, Gobin teaches the method of entering computer related service 
requests in a help-desk software case tracking system as defined in claim 16 wherein 
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seeking approval for the computer related service request electronically further 
comprises: 

notifying a person responsible for approval of the computer related service 
request that an approval is required by an electronic mail message(see col. 19 lines 58 
- 67 Gobin discloses approval email is reveived ); and 

selecting one of approval or denial of the computer related service request by 
way of a web based interface( see col. 6 lines 15-24 and fig. 4 Gobin discloses 
multiple services using GUI presented to client or customer); 

As to claim 18, Gobin teaches the method of entering computer related service 
requests in a help-desk software case tracking system as defined in claim 16 wherein 
creating a tracking entry in the help-desk software for the selected computer related 
service if the computer related service is approved further comprises creating the 
tracking entry without human assistance (see col. 20 lines 1-11 Gobin discloses the 
invoice indexing). 

Conclusion 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

Integrated proxy interface for web based data management reports by Brandt et al. 
U.S.Patent No. 6,377,993. 
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Method and apparatus for establishing communications from browser application by 

Mattaway et al U.S. Patent No.6,275,490. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Sargon N Nano whose telephone number is (571) 272- 
4007. The examiner can normally be reached on 8 hour. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ario Etienne can be reached on (571 ) 272-4001 . The fax phone number for 
the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 
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March 7,2005 



